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CITY OF RIVERSIDE
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HUMAN RESOURCES DEPARTMENT Revised

CLASSIFICATION SPECIFICATION

TITLE: UTILITIES CUSTOMER SERVICE MANAGER

DEFINITION 

Under general direction, to plan, direct, and supervise customer service and credit/collection activities; and to do

related work as required.

REPORTS TO: Utilities Assistant Director (Finance/Administration)

SUPERVISION RECEIVED AND EXERCISED 

Receives general supervision from the Utilities Assistant Director (Finance/Administration).  Exercises

administrative supervision over professional, technical, and clerical staff.

EXAMPLES OF DUTIES  

Duties may include, but are not limited to, the following:

• Assist in th e develo pme nt and im plem entation o f goals, ob jectives, po licies, and p riorities. 

• Super vise and  participate in  the cond uct of cu stom er service  work. 

• Supervise employees engaged in the maintenance of customer utilities history and billing records, and in the

establish men t of custo mer  credit. 

• Supervise em ployees engaged in collecting delinquent customer utility bills and in related small claims court

activities. 

• Prepare reports and make recomm endations concerning credit policies, work procedures, and rates.

• Make extensive studies on utility accounts involving customer disputes.  Review and approve the write-off of

delinquent utility accounts.

• Assist in budget preparation and administration.

• Coord inate com mer cial activities with th e city departm ents, division s, section s, and w ith outside a gencies . 

• Super vise, train, an d evalua te assign ed staff. 

QUALIFICATIONS 

Know ledge of:  

• Practices and procedures related to customer service, and maintenance of adequate customer account

record s. 

• Credit an d collection  policies an d proce dures. 

• Data processing as applied to commercial activities.

• Basic accounting.

• Electric power and water usage.
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• Office m ethods , proced ures, an d equipm ent.

• Rates, rate structures, rules, and their application.

• Principles  and pra ctices of  organization , adm inistration, bu dget, and  person nel ma nagem ent.

Ability to:  

• Comm unicate clearly and concisely, orally and in writing.

• Develop and implement rates, rules, billing, and collection policies and procedures.

• Maintain complex financial records.

• Supervise, train, and evaluate subordinates.

• Work under pressure.

Education and Experience: 

Any com binat ion of  expe rienc e and  educ ation  that w ould lik ely pro vide th e req uired  kno wledge an d abilitie s is

qualifying.  A typica l way to obtain th e know ledge an d abilities wou ld be:  

Education: Equivalent to a Bachelor's degree from  an accredited college or university with major work

in business administration or closely related field.  Additional qualifying experience may be

substituted for up to two years of the required education on a year for year basis.

Experience: Three years of experience in utilities commercial operations including at least two years of

supervision and preferably including experience in customer service, credit, and collection

activities.

MEDICAL CATEGORY:  Group 1

CAREER ADVANCEMENT OPPORT UNITIES

FROM: Utilities Customer Service Manager

TO: Utilities Manager/Finance & Administration


